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Nowadays China has entered the crisis normalized phase, brand crisis 
has almost become a necessity firm growth.At the same time, along with 
the vigorous development of the media such as weibo, audience iwom is 
gathered into a powerful force,have an impact on the effect of corporate 
crisis management.What are more effective crisis response strategies 
to cope with the new media environment of enterprise crisis?How to adapt 
to such complex media ecology, and for effective crisis management？Those 
all have become urgently worth pondering questions for the communication 
scholars and managers. 
Based on the theory of SCCT perspective, this article uses the content 
analysis and case analysis to analyze the food security crisis occurred 
in 2012 under the perspective of macro and micro .On the one hand, to 
explore the 37 companies what crisis response strategies tend to take 
from a macro perspective .On the other hand, select one of the six cases, 
from the microscopic point of view in-depth analysis.Study found that 
under the new media environment for non-victim-type crisis, the 
reconstruction strategy should be the preferred type.Meanwhile judge 
corporate crisis response effect should be more comprehensive 
consideration,In addition to communicate quickly with the media, grasp 
the initiative of public opinion,audience of online word-of-mouth effect 
also cannot be ignored. Finally, the enterprise crisis response 
strategies should be based on the facts and keep consistent. Response 
strategies and ways to respond should reasonably fit, so as to have effect. 
The innovation of this article is:In this study, the audience IWOM 
juxtaposed with the media as a measure of the effectiveness of corporate 
crisis response strategy effectiveness indicators,is based on the new 

















and the media considerations.Compared with previous studies starting 
from a single media performance metrics, considering more comprehensive. 
Secondly, the reputation and the microblogging network combining research, 
and the crisis response and reputation microblogging network connected 
to conduct research, but also a relatively new attempt.Finally, the study 
draws some conclusions are more valuable for companies under the new 
media environment. 
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   一、危机与危机沟通 
























正如罗伯特· 希斯(Robert heath)所说：“ 沟通交流乃危机处理中 重要的手
段。” 因为危机发生后，唯有通过有效的与受众沟通，方能达到修护组织形象或







































Hearit(1994)的企业辩护、Allen 和 Caillouet(1996)的形象管理以及 Coombs





























的经验归纳。而 Coombs 的 SCCT 理论是在进行大量量化实证研究后提出的，其中
包含比较同类型案例的危机管理方式，能够提供有用的实证性资料给危机管理
者。因此本研究选择以 Coombs 的 SCCT 作为分析企业危机回应的主要理论架构。 
 
   二、情境危机沟通理论（SCCT） 
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